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Outline

Some questions about performance measurement:
 Whatis performance measurement?

 Who is the audience/consumer of performance
iInformation?

 How are the data for performance measurement
produced?

 What do the results mean?

A process for definin g performance measures
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What 1s Performance Measurement

Quantitative characterization of an organization’s
accom plishment of some aspect of its goals

e guantitative - need somethin g more
discriminatin g than success/failure, yes/no

e organization - focus is on the or ganization or
enter prise view, not a s pecific project or program

e aspect - performance is multidimensional, what to
measure IS not obvious

e goals - for measurement to be meanin gful, we
need a reference point for com parison and
judgement



Business and Technology

We all want the business to succeed, but
do we all speak ...

market
share

defect
density

mean time inspections
to failure

. key process
...the same language” areas




Carnegie Mellon University
Software Engineering Institute

Business Manager’s Attention

Vision
Business
Units
Market |Financial
Business
Customer Operating
Satisfaction| Flexibility | Productivity\ Systems

Departments
Cvele and Work
Quiality Delivery Ti>r/n e Waste Centers

Adapted from Cross & Lynch
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Technical View
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Who iIs the Audience

Senior mana gement - for strate gic decisions
e business mana gers
 |T managers

Improvement team - to im plement im provements
and know how well the y are doin g

 |PTs
e IT process action teams

Customers - to evaluate su ppliers and understand
their ca pabilit y
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How are the data produced

Information used to Vision
assess performance and

guide im provement
A Business
Units
Market |Financial
Business
Operating
Cust
SatLiJsng(r;Tt]igL Flexibility | Productivity Systems
\/
Data generated b y Departments
work processes Quality | Delvery | Y | wase \ and Work
and transactions Centers
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What do the results mean

Accom plished a goal - has the goal been met

Progress towards a goal - are trends movin g in the
right direction accordin g to schedule

Impendin g threat - can si gnal risk of not meetin g
future goal

Guidance for im provement - what should we look at
as an o pportunit y for im provement

Competitive position - rankin g or performance
relative to com petitors
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A Balanced Perspective on Performance

Can improvement in
one area be made without
sacrificing another?

Financial

How do we look
to shareholders?

Customer

How do customers A Balanced

see us? :
Perspective
Innovation

and Learnin ¢
Can we continue to
improve and create
value?

Internal

Business

What must we
excel at?

Watch out for masked
trade-offs, unintended
consequences
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Relatmg IT Performance to gusiness

the Bu ;sts Strategy Eféﬁ%%s
% % Software
Unit
| | /,Potential
.................................. /COntl‘ibutions

High
<— Priority
Contributions

Usabilit mean time to | | On-time
rating y failure delivery  Metrics
. system cost variance
user raining | | gyailability
availability
defect density
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Defining Performance Measures

Indicator
Template

Measures

Defects

Cost of Quality
Schedule Predictability
Effort Predictability
Cycle Time
Maintenance Effort
Project Mix

Customer Satisfaction

INDICATOR TEMPLATE

Objective

Questions

Visual Display

150

= == Planned
Actual

Trouble Reports
=
o
o

Now

K 1 1 1 1 1 1 1 1 1

1 2 3 456 7 8 910
Weeks

Input(s)

Data Elements

Responsibility

for Reporting

Form(s)

Algorithm

Assumptions

Interpretation

X-reference

Probing Questions

Evolution
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Business
Goals define
the Need

The Process
provides the
opportunity

Alignment
IS the Key

Business Goals

/>

\j
What do lwant
to achieve?

Mental Model

<The Process>
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you :
T Business want to learn or know Identif /it
G I D - Goals about the goals. Sub-goals
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Measurement Entities, & Measurement ;E b-u : J |E ¥
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|
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Example:Process Improvement Goals

Internal Processes

e Iincrease productivit y by a factor of 2 over 5
years

 reduce develo pment time b y 40% over 5 years
 improve quality by a factor of 5 over5 year

e reduce maintenance effortb y 40% over 5 years
Customer Satisfaction

 improve predictabilit y to within 10% over 5 years
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Enterprise Metrics

Schedule Predictability
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IT cannot do this alone
e requires a business strate gy
e requires a customer life-c ycle perspective

e business and IT mana gers must a gree on the
priorit y areas to which IT contributes

Alignment of measures is ke y
Action must result from the information

Real im provement can onl y be gauged by multi ple
measures
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For more information

SEI
e http://www.sei.cmu.edu
e http://www.sei.cmu.edu/technolo gy/measurement

Performance Measurement

e http://www.it polic y.gsa.gov/mkm/ pathways/pp 03l
nk.htm

e http://www.dtic.mil/c3i/c3ia/it prmhome.html

18



